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INTRODUCTION

.’I‘he courts of today are considered a service industry .in the
business of providing justice and ensuring good customer service. In order
td provide these services in the most effective and efficient way, it helps to
establish benchmarks that will allow courts to make ‘needéd changes or
adjustments to the way business is conducted. |

The courts traditionally have had to deal with the continuing
problem of serving the pﬁblic in regard to its mény needs.} There are such
a wide variety of services that courts provide thaf too often it is difficult to
train employees who are experts in all of the possible scenarios that could
" be presented to them by a member of the pubﬁc. In addition, the number
of court users continues to be on the ﬁsé and public funding continues to
get cut. Court managers must try to balancé the difficult task of providing
the most effective and efﬁcient{ service While dealing with tﬁe inability to
increase staff as well as the difficult task of maintaining well trained court
staff.

Access to justice as deﬁned in the Trial' Court Perforrﬁance
Standards (TCPS) and as described in the materials distﬁbuted by the
National Center for State Courts is one of the most important pérformance

goalé' that should be met. A court must be open and accessible and the



responsiveness of court 'p.ersonnel must be méasured in order to ensure
that the bésf possible service is provided.

The Scottsdale City Court has ’recognized the need for faét, efficient
servicé to the public and has made it a high priority. The court is faced
with the difficult task of trying to effectively rdeasure the performance of
the court staff as it relates to customer service. A manual system has
been in place for several years that was used to measure the number of
customers served each day. Staff would make hash marks on a manual
log! in order to record the number of customérs served each day. This
system was ineffective, as clerks would often forget to mark their logs and
it often did not provide the information needed to define Whether the
customer was receiving the beSt possible servicé. It was nearly impossible
to prepare aécurate statistical feports in the area of customer service.

A few months back, a visit was made to the lqcal Motor Vehicle
Department (MVD) where they were using a fcustomer tracking system
that appeared ‘té e‘ffectivély manage the waiﬁng of large numbers .of
customers in a waiting area. An.inquiry was ﬁiade at the MVD as to the
name of the i)rovider of this system and subsequently contact was made_
with them. It was discovered this systerh not only managed lobby traffic
but aléo provided que logical processing and statistical reports. ’i‘his‘l
process allows for the systematic process of calling customers based on

the length of wait tioget_her with the type of service requested. It allso

' See log, Appendix A



appeared to provide the type of statistics and customer management that
the court was looking for to help monitor the service statistics.  The court
f:unenﬂy provides services to approximately 13,000 citizens each month
and this number continues to grow at a rapid, steady pace.

The court’s managers and leaders have recognizgd the importance of
access to its services and tﬁe need to measure the court’s performance in
this area. A manual process of recording the number of customers served
each day has been inadequate due to clerks’ failure to record the data. In |
addition this type of proceSs did not provide statistics regarding the length
of wait or the type of services most often provided.

This report describes the court’s efforts <I)f establishing benchmarks
of performance based on measures prescribed in the Trial Court
Performance Standards. It also describes the court’s installation of
technology that allows for a more systematic approach to customer servicé
that will enhance the court’s ability to provide fast, efﬁcieht service to all

of it’s citizens.



EVALUATION OF COURTHOUSE ACCESS AND EASE OF USE

The ability for an internal or external customer to access and use a
court facility is the first step in providiflg excellent customer service
according the Trial Coﬁrt Performance Standards. This_ chapter deals 'with
an internal audit of this write;"s evaluation and opinion of the overall
access and easé of use of the court facility.

The Scottsdale Justice Center was completed in October of 1994.

‘The City Court, the Justice Court, and a division of the Police Department

occupy the Justice Center. The common use of this building by these
agencies often. creates additional confusion for the court user. . Mény
customers do not understand or know whether they are to. éppear for a
Justice Court or a City Court case. |

During thé design phase of the buildihg, careful atfention was given -
regarding the access to the court building: | Wheelchair ramps were
installed as well as doorways and bathrooms thét meet ADA requirements.
In addition, great consideration and effort iwas made designing the
security for the building in order to protect its users.

The installation of signs was also an important factor in the interior
design of the building. Signs were designed and mounted in an attempt to
direct ' court users to their destinations in the moét efficient manner.
Directives to the courtrooms were specific as well as identification of other

service departments. Courtrooms are clearly marked and also have a



display above. each courtroom door reflecting the names of all pérﬁes ’
scheduled to éppea%". Theré were however, no signs directing thé' public to
the location of the restrooms. An electronic calendar display is mqunted
on the ceiling near the main entrance that shows the name and courtrodfn
lbcation for all parties scheduled for a court héaring on a particular day,
however, individuals who were cited and scheduled for a civil traffic
arraignm;ent are not included on that display.

Currently, a num_béring machine or disp;anser allows'a customer to
pull a number for seljvice. This dispénser is poorly located near the exit of
the main. lobby with a sign posted above ‘the dispenser indicating the need

to take a number for service.



USING TRIAL COURT}PERFORMA_NCIE STANDARDS AS A

BENCHMARK FOR SERVICES NEEDED

Certain measures and tools have been developed through the Trial

_ Court Performance Standards (TCPS) that directly deal with the

improvement of customer service in the court.
The development of these performance standards was done in order

to assist courts in recognizing areas that may need improvement. The

- TCPS is an excellent tool that can be used by courts around the country to

measufe how successful they are at dispensing justice and providing
customer service.

The first measure u‘sed for purposes of this project was Measure
1.4.1. The courtesy and responsiveness of court personnel was measured
through a survey bf regular court users. A Customer Satisfaction Survey?
form was created in» order to capture the opinions and statements rélated
specifically to the satisfaction of service reéeived. The collection of | this
data allowed for the establishment of benchmarks relating to what level of
service is acceptable by the court. The perfoi‘mance objective of receiving

75% of all surveys that indicate a rating of met or exceeded expectations

- was the established benchmark for this measure. In addition, an objective

of serving 85% of all customers within 15 minﬁtes was established based

on this data.



In addition to this survey which was voluntary, a Lobby Survey?

form was created that was used to collect data and responses during

personal interv_iewé that were conducted within the main waiting area of

the court building. This survey was conducted in order to establish a

‘benchmark for Measure 1.2.6 regarding accessibility and convenience by

court users. These individuals were polled as they exited the facility by
court staff. This was dbne in order to solicit court users -general feelings
and opinions about the specific issﬁ.e of access and ease of use.

.The first measure applied was Measure 1.4.1, Court users

assessment of court personnel’s courtesy and responsiveness.

OVERVIEW OF STANDARD 1.4

Judges and other trial court personnel are courteous and

responsive to the public and accord respect to all with whom they come

into contact. The intent of this standard is to make the justice system
more accommodating and less intimidating. Court employees should be
knowledgeable in their jobs and courteous when providing service to the

public. -

? See Survey, Appendix B
? See Survey, Appendix C



MEASURE 1.4.1

COUkTESY, kESPONSNENESS AND RESPE(?':T ”

| The intent of this specific measure is to ensure that all coﬁrf users
‘receive courtedus and responsive .tfeatment %When conduéting business
within the court. The méasure asks regular;court users, both, exterﬁal
and internal, about their treatment by cbur!t pérsonnel m general. A
responsive court ensures that all court empléyees aré available to meef
the needs of their customers while providing service that is polite and

courteous.
METHOD

This measure was taken over a per:iod, of ai)proxiinately four
months.. A customer survey form was ;:re;ated and placed in many
locations thrdughout the court in order »to gé\ther data from customers
- who received services by the court. The locations and serviceé. provided
included the public service counters, four colilrtrooi'ns, and ‘the office of
court adrﬁinistration. Seventy-one surveys were completed and retﬁmed
~ and used for the purpose of this project. In adélition to the receipt of these |
- surveys from customers, several surveys were randomly submitted to
individuals who had ‘case‘s ‘in this court wﬁhin the past six nﬁonthS

including jurors, and attorneys.

10



ANALYSIS

Customer surveys were gathered and the responses were tallied

from each.service_ area according to the ratihg’l given in each category and -
then charted in an Excel spreadsheet and géraphed4 in order to clearly
identify the areas that this court performed v{rell' in and those areas that .
required improvement. The serviée réting inclﬁded the following:
' Very Satisfied
Somewhat Satisfied
Somevihat Dissatisfied
Very Dissatisfied
'In creating the ‘service ratings, it was décidcd to usé a model that
reflected the users overall feeiing regarding theiir satisfaction level as to the
service they received, 'not necessarily whether?they felt that they received
- justice in their particﬁlar case. Based on eighteen years of experienpe
within the court, the public often has had a 10\;v satisfaction rate of seryice
that is provided by the court. The survey was% designed to determine and
provide a way to set benchmarks regarqmg thé satisfaction level of service
provided. |
The secondi measure applied was Meailsure 1.2.6, Evaluation of

i

accessibility and convenience by court users.

11



OVERVIEW OF STANDARD 1.2

Court facilities are safe, accessible and convenient to use. This :

standard considers three distinct aspects of court performance: security,
access to the courthouse and facilities and reasonable accommodation. It -
urges courts to consider the court’s location, design, and location of signs

and availability for access.

MEASURE 1.2.5
ACCESSIBILITY AND CONVENIENCE

This specific measure is lused to determine the ease of the
éustomer’s ability to conduct business within the court. The benchmark
would be set by using data received from the’uSe of a survey of regular
court users. Regular court users might consist of defendants, attomeys,
jﬁrors,_and prosecutors. Three major areas were covered in this survey,
they include; convenience and access to the building .i'tself; the
information and placement of signs and other infofmatiorial assistance to
helb in finding the right location or service within the building; and the

overall ease of use of the court facilities.

* See graphs, Appendix D
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METHOD

The Lobby Survey instrument Was -us;éd in o-rderl to gather and
capture data relating to the opinions of all court users as to the access
and ease of use of | the court facility. This was administered during a
three-week period. .Staﬁ" members were positioned at fhe exits of the court
where they»were able to stop court users to ask them quéstions regarding |
- the ease of use of the court facility and their abih'ty to conduct business. A
tétal of 103 interviews were conducted over the three-week period and the
survey took approximately 5 minutes for each customer that was polléd.
The inajority of the responses gathered came from defendants and one-
half of those were by individuals that appeared at court for the first time.
ANALYSIS | | |

The measurement tool used was designed to collect data relati_ng to
the sﬁeciﬁc responses of céurt users. This information was subsequently |
entered into a software application énd then graphed to moré clearly

identify the areas in need of improvément.

13



FINDINGS

1. Customer Service Survey Resulfs.

The results of the Customer Service Survey that was placed
throughout the court building showed that court services needed some
improvement in specific areas. The specific résults are noted below and
are illustrated in a repoft format5 and subsequently graphed.

| Time it took to complete business was rated lowest of any other
area polled. Figﬁre 1 The data regarding the éverage wait time has never

been gathered before as there was no tool or instrument available.

Figure 1
OTime it took to complete
business _
30—/.T
25
20_/
15—/ .
o /
5q/
/// — - e
0 s - T T T A' T
Exceeded . Met Expectations Somewhat Very Dissatisfied
Expectations Dissatisfied

3 See report, Appendix E
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Staff's ébility to answer questions rated very high as the majority
of the customers were very satisfied to satisfied with the staff’s ability to
answer questions as well as the overall quality of service. Figure 2 shows
that the majority of individuals weré satisfied as to the staff’s knowledge

~ and ability to answer their questions.

Figure 2

DOstaff able to answer questiorﬂ '

© 30—

25

20—

15~

10—

[t trﬁilﬁ _ T === ——— 1
Very Satisfied Satisfied Somewhat Very
Dissatisfied Dissatisfied

NANRNEN

15




Overall quality .of service received mixed results. It appeared that .
the time to complete service might have effected the overall quality of
service. The majority of the responses did indicated a very satisfied to

satisfied rating. Figure 3

Figure 3

OQverall Quality of Service
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Professionalism of counter staff, coﬁrtrobm staff and Judges
was also measured. The results show that court users were generally
satisfied with the professionalism of the counter staff. The courti'qom staff
and judges scored lower. In feviewing the suﬁeys, it was noted that those
fhat scored the/ judges and courtroom stéii'f as unsatisfactory, made

comments as to the unfairness of the court’s ruling. This may explain the

low rating in these areas.

‘ bFigure 4

OProfessionalism & courtesy of Staff
Elprofessionalism & Courtesy of Judge

BlpProfessionalism & Courtesy of
Courtroom '

30 r—

Very Satisfied Satisfied Somewhat Very
Dissatisfied Dissatisfied
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.,'I‘he Demographic Reporté shows the type of service requested along
with specific comments made by customers. | The five é.reas addressed
were Court Administration, Cashigr Window, Front Counter, Photo Radar
and the Courtrooms. Court administration and the courtrooms did not
receive as many sur_;reys back as the public service areas. The number‘ of

public contacts made in these two areas are significantly lower than the

- others which will then create more data for those particular service areas.

Many of the comments and dissatisféction results appeared to have
focused on the area of Photo Radar. The Photo Radar program is
approximately 2 years old. The response and‘support of the program has
grown over the past few months but it is still considered a controversial
program and it seems to have the highest number of customer complaints.
All but two of the comments made regarding photo radar weré related
directly to the program itself or a ruling that the judge may have made.

The other area that received a significant number of comments was the

“front counter or public service window. The negative comments were in

relation to the amount of time taken to receive service and the un-
professional or rude behavior of an employee. "There were also positive
comments made regarding several employees as to their willingness to

assist and their friendly demeanor.

§ See Demographic Report, Appendix F
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2. LobBy Survéy Results

A customer survey measurement tool  was created in 6rder to
document the per¢¢ptions of the public regérding access and ease of use
of the court. The data was collected and graphéd. Figures 4-6 The results

are as follows:

Ease of Use:

* Customers were able to get the information they needed with
little difficulty.
K The resuilts of the survey showed that customers had difficulty

- in determining Whether they needed to take a number in order

to receive service.

1

OKnowing where to go upon arrival
O Whether you need to take a number | .

O Receiving information needed '

701

60

50

.

40

0 T T T T :
Very Easy Easy Somewhat Difficuit Very Difficut!
Easy !

Figure 4 o |



'Finding Your Way Ardund

* The area that needed the most improvement according to the
results of the survey was the placement ojf signs and the ‘inabih'ty for
the user to follow the directions. Many of the comments madé by
the court user reléfed to théir inabih'ty to 'u_nderstand how to use the
court. Was it necesséuy to take a riuniber for éervice? Can you
report directiy to the courtroom if you haf?e a séheduled hearing? Is
this Justice Court or City Court? These were just a few of the
questions that could be answered with better information to be

provided at the entrance to the court.

Finding Your Wa‘y Around

| 80 fFﬂ

501"

0}

30”7

20 4

10477

0= T . : T
Very Easy Easy Somewhat Difficult Very Difficutl
Easy

0 Placement of Signs’
O Information on signs Useful
O Follow signs

Figure 5
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‘ Access to the Courthouse

. There appeared to become little difﬁculty in users ﬁnding thé-
| courtrfaeih'ty and of courtroom. Comments from court users

and the results of the survey showfed that the location of the
building was adequate and the design of the facility as to the
location of the courfrooms was a.lsc} satisfactory. Many users
indicated that the court had excellt:ent security and frequently

: corrimented on their satisfaction with the level of security

provided at the court.

Figure 6

Access to the Courthouse

0O Found the Courthouse
D Found the office or courtroom
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Wl.lileAthe staff conducted .interviews in the lobby, they made several
observations and wrote down comments they heard by courf; users during
.-the course of their interviews.?” . The staff mcmbers chosen to conduct
these interviews were new hires, who had nc; previous exposure to the
.court environment, therefdre their observations would be similar to those
of external usefs. These comments and observations again seemed to

substantiate the need for more information to the customer prior to
receiving service. |

This writer would have liked an opportur}ity to poll more customers
than are currently provided, however, time_ co:nstraints did not allow for
this. It ié believed thaf with additional suri}eys, the numbers would
illustrate a larger problem than what is demonstrated on the graphs and
charts presented in this project. A couple of areas that appeared to need
the most improvement were in the area of Ease of Use. Cpstomers had
difficulty in knowing whether they needed to ;take a numbér for service
and where to go upon their arrival at the Courthouse. Together with the
results of the survey along with the statéments by court users and
observations by the interviewers, it appeared as though there were in féct

issues regarding the ability of the user to easily receive service.

7 See comments, Appendix G
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i

IMPLICATIONS OF FINDINGS

Based on the results and findings of tl;e qustomer service survey
and the lobby intelfviews, it was determinec;lr that impfovements ‘'were
needed in the area of ease of use. This was determined because
- customers frequently complained about the amount of time that it took to
complete their business. In order to resolve or improve this area, it was
determined that the installation of an electronic lobby management
system would improve the lobby traffic and provide quicker service. This
would result in more effective use of court staff as well as ensuring that
custémefs were assisted in the most efficient manner.

The decision was made to purchase a lobby management system (Q-
Win) developed by the Q-Matic Corporation8. The system was purchaéed
through a sole source agreement due to the fact fhere were no other
vendors that were able to provide a shnﬂar system. Attempts to locate
similar products were made via the Internet and through .van'ous office
and business supply catalogs. However, no other systems provided the
que logic programming or reporting abilities that the Q-Win system
provided. The system is designed to dispense a ticket from a ticket
. printer, it then places the customers in a que which allows them to receive
a specific type of service. The services are defined by the court and can

broken down into as many or as few of categories as desired. Customers

# See Appendix H
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can then be served in a fair and organized manﬁer, as priorities are
determined and set up for each public serﬁce window. The highest
pﬁority of service required, for example, is an order of protection or
injunction against harassment and it would take priority over all other
transactions. Each staff member can also be élesignated as to the type of
servicé that they are able to provide. ‘For example, new'employees can be
designated to handle the easier transactiohé where more experienced
personnel can deal with more difficult matters. Setting the workstation to
only accept certain transactions thfough the use of category designations
» acéompli'shes this.

Each public service window is connected to a local network that
allows the staff to call the next customer waiting to be assisted, by
pressing an icon on their screen. The customer’s number is displayed over
the customer Service window as well as a main display, which is mounted
in the center of the waiting area so that it is visible to all customers. A -
computerized voice w111 also call out the number and direct them to the
staff member who will wait on them. The system also provides the means
for a workstation to be equipped with a program that reveals certain
‘information9 about the status . of the waiting area. For example, the
number of customers wéiting to be sérved and their Waitirig time. It can

also be used to transfer customers to 6ther stations or refer them to

® See Appendix I

24



anbther window to receive a different type of sefvice. In addition it can-
transmit or receive messages from a supervisof or other workstations.

| One of the best. features provided By the Q-Matic system is its
reporting capabilities. All activities of every individual customer, from the
time he/she takes a ticket, to whén they WerevCalled to a service window,
to the time they terminated their transaction is recorded and stored on a
hard drive. This data can be retrieved and efraluated when necdéd and

produced as screen graphs or printed repoftslo. The level of service

provided by each staff member then could be evaluated to ensure that

ﬁhey are handling customers in the most efficient manner. ~ This
continuous use of this statistical informatidn is an excellent way of
measuring and improving customer service. |

| The. second improvement that was to be implemented, based on the
results of the sufve;ys,'was to install an information booth in the main
lobby. This determination was made based on two things. First of all, the
results of the ﬁvo s’urvejs showed the court users were confused regax.'ding,'
.the manner in which they Weré to obtain service. For example, whether
they needed to report directly to a courtroom or whether they needed to
take a number for service. Secondly, it was determined that to make the
best possible use of the Q-Win iobby management system, it was
necessary fo have a staff mem‘ber inquire about the needs of the customer.

This inquiry could be made at the information booth when the customer

1 See Report, Appendix J
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enters the bﬁilding, as it is centrally located at the entry of the facih'ty..
, Cnce tlr.le detefmination was rﬁade as to the type of service required, the
proper ticket could be dispensed allowing the qustomer to be served in an
efficient manner. ThlS should reduce the incidenté of users becoming
upset becaﬁse they Wai£ed in the wrong line or didn'’t realize they were not
- required to take a number for service.

The booth was built at the front entrance of the court in the attempt
to require that all users stop and -request information and directions if
heeded. Signs were installed to identify the booth as well as a sign located
at the booth notifying users to request a number for City Court éervices. |
The City Court shares the building with the Justice Court and this often
provides addiﬁonal confusion for the user. The customers are not sure
whether they require City Court or Justice Court services, as some of the
functions are the same. |

An information booth committee was developed thét éompﬁsed of
staff members from all the areas of thé court. They were instructed to
develop commonly asked questions and answers for use by personnel that
will staff the information booth. In addition, they took. the dpportunitj to
collect different types of ihformaﬁonal materiais tﬁat could be stocked in
the booth for use by the public. Such items included a list of Local
Departmenfs of Motor Vehicles, a map of the surrounding area, a list of
local banks, lawyer referral brochures, and other information regarding

community services offered by the City of Scottsdale.
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CONCLUSIONS

The goal of the project was to provide benchmarks of service that
would direct the court toward improvement; in the delivéry of public
service. These benchmarks were set through the use of customer surveys
and customer interviews. The information . obtained frorh the various
surveys clearly show that our customers need direction and expect service

to be completed as‘e'xpeditioﬁsly as possible.

The installation of an information booth and the lobby management
system are very new to this céurt. .Data relating to its success are not
currently available. It is anticipéted that an improvement in customer
satisfaction will be immediate.

| If another municipality or agency were ¢onsidering instélling either
an information booth or electronic lobby management system, the
following recommendations are suggested: |

1. Get the opihion of the public relating to the manner in which

service is provided as well as the types of services offered. The
use of Surveys and questionnaires are extremely helpful' in
getting tﬁe publics viewpoints and suggesjcions regarding
areas in need of improvements. Do not assume that you have
identified customer service problems without the input of your

staff and the public.

27



Allow yourself enough time to evaluate the types of additional
services you might like to provide along with the maﬁner .in :
which they are provided. o

" Include your staff in the dcéisions . r‘elating. to. the
improveménts in customer service that will modified or
irnplemented. Including the staff in the development ahd
implemeéntation of the information booth has been extremely
helpful. Their enthusiasm for the change has been
communicated across the court and the remaining staff has
been very supportive.

Communicéte often with the vendor or vendors of any
electronic or other systém that might be purchased. Both
parties made some assumptions during the course of this
project. If we had made our assumptions. known, minor
problems that surfaced during this project would have been
kept to a minimum.

Be willing to rﬁade modifications or changes to your plan as
you progress' through your implementation plan. Flexibih'ty.in
this area is essential in making the best possible product or

service available to our customers. .
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WEEK ENDING:

8:00- 9:00

9:00- 10:00

10:00- 11:00

11:00- 12:00

12:00- 1:00

1:00- 2:00

- 2:00- 3:00

- 3:00- 4:0(_)

4:00- 5:00

TOTAL
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Measurement tool regarding access and ease of use

Access to the Courthouse

The ease of which you:

1. Found the Courthouse? |

2. Found the office or courtroom you
Needed?

Finding Your Way Around

3. Placement of Signs

4. . Information on Signs useful

5. Follow signs showing where to go

Ease of Use

6. | Knowing where to go when you

arrived at the Courthouse?

7. Determining whether you needed to take
a number for service? :

8. Receiving information that would
Answer all of your questions?

Background
9. Is this your first visit to the courthouse?

10.  Purpose of visit

City Court Justice Court

App C

Very
Easy

Date:
Time;:
CIRCLE ONE
Very

Difficult

2 3 4 5

Yes No

Attorney Defendant
.Witriess Victim

Juror Other
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Observations and Comments regarding Lobby Survey

During the course of the lobby surveys, interviewers were

asked to make note of any comments users made regarding

court access and use as well as to note any observations they

noted while in the area. Below is a list of those comments and

observations.

STATEMENTS BY COURT USERS:

1.

2.

10.

Had trouble finding the building fI;'om the street.

Was not clear that I had to take a énumb_er for service.
Woman did not know upon arrivai, tha£ a number was
needed for sérvice. |

Security was great.

Security was great. Suggest that 'ghe number display be

lowered.

Place ticket dispenser across from entrance.

Rates the bathroom the cleanest she has ever seen.
Security was great.
Thumbs up for security.

Small claims for landlord dispute.. Advise.

App & | Yo



11. Would like a number to call, like t?he City of Phoenix has.

12. Justice courts only have one windiow open at a tiﬁe but
have 4 windows there.

13. Ge_nﬂeman stated the-t he waited ét least 45 minutes on.
the phone to talk with someone. He also suggested more
wihdow help. |

OBSERVATIONS BY INTERVIEWERS:

¥ Many users appeared confused‘regarding the need to
take a number for service.

¥ Security was often asked questioﬁs on where to go to get
assistahce. E |

*  Prustration regarding wait time.

* Confusion regarding the difference between Justice and
City Court functions. '

* Not aware that some users needed to proceed directly to

.the courtroom while others needed eoﬁnter aseistance.

* Lobby monitors appeared to be. of assistance.

3



O-MATIC

Improved customer service pays for itself

¢ More relaxed waiting environment Our system is very flexible and can be

e Increased productivity and efficiency equipped to meet many special needs for
e Shorter wait time perception customer service and statistics gathering.

¢ | ess stress for employees.

Thousands of installations have given us a
genuine experience about how to handle
waiting customers in all kinds of operations.

All Q-Matic System installations have
proven to have very short payback times,
making them a well justified investment.

App H Ug



1. Ticket f)yrinter

The customer receives a numbered ticket from a ticket
printer for the specific service he or she desires. The
ticket printer is strategically located near the entrance(s).
Customers are served in a fair and organized manner
without having to stand in line, but instead sitting com-
fortably in a chair. The estimated wait time can be
printed on the ticket.

2. Counter terminal

Each service station is equipped with a counter terminal
with which the next customer in line is called by pressing
NEXT. The counter terminal displays the ticket number
called. When the station is closed by pressing the
CLOSE button, the customers are directed to other
stations open for business. Other functions of the counter
terminal include:

* select the“lcategory of service from which the
customers should be called

¢ select a specific category to be served with priority

e transfer a customer ticket number to another service
category or station, without having to issue a new
ticket number

¢ fransmit or receive messages from the supervisor and
other stations

¢ show number of waiting customers.

3. Main display

Main displays are mounted in strategic locations, visible
for all waiting customers. When a new number is called
a chime sounds and the next number is displayed.
A flashing arrow indicates the direction of the calhng
station.

&
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Select the right
(Q-Matic System for you

When considering a Q-Matic System for your operation, the
following questions will guide you:

e : Q How many service positions will be included?

Q How many service categories and/or selections on
the ticket printer will you offer?

Do you have more than one entrance or do you need
more than one ticket printer for another reason?

Is there a customer category that should receive
priority treatment?

Do you want detailed daily statistics?

Do you have an objective with regard to the waiting
time for your customers? Do you want an alarm to -
sound when a certain wait time is exceeded?

ater display

.

Above each serv'i\ng station or counter, a display is

‘mounted showing which ticket number is currently
being served at that station. When a new number is

called, the display will flash the number for a short
period of time making it easier for the customer to find
the calling station.

The fact that the customer is served alone at the
counter provides a more personal and confidential
service.

S. Information displays

An information display shows actual values of wait
times, number of waiting customers or other desired
information. It can be mounted so it is visible by staff or
customers.

Customers, for example, can be advised of the

‘xpected wait time allowing them to run errands or
0

ther activities without losing their place in line.
The staff is informed about the actual wait times in
different service categories allowing them to monitor the
service level objective and ensure that it is achieved.

0. Alarm display

This display is mounted so it is visible by the super-
visor and/or staff. It sounds an alarm and flashes when
certain levels are exceeded and immediate action is
required:

¢ the number of waiting customers or the wait time
exceeds a preset value. Additional serving stations
may be opened.

¢ the number of waiting customérs or the wait time is
lower than a preset value. Some serving stations may
be closed and the staff can concentrate on other
duties.

¢ a station needs assistance.

* aticket printer is nearly out of tickets.

7. PC and printing

A PC and a report printer are important system com-
ponents. All functions are controlled by the PC, and all
statistical data is stored on the hard drive. This data can
be retrieved daily or when needed for evaluation, such
as weekly or monthly, or for staff scheduling. Daily
reports can be printed automatically.
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(QQ-Matic Lobby Management System

The Q-Matic PC based system has unlimited capacity to
accommodate any number of service stations and different
service categories.

Your company logo as well as date, time, expected wait time or
other information can be printed on the numbered ticket.
Different texts can be used for different service categories.

Many different ticket texts can be stored and used when
needed by simply changing a number in a text menu.

One or more service categories can be given priority at specific
service stations. :

All activities are stored on the PC's hard drive for later report
retrieval or data evaluation on the screen. Both graphical and
spreadsheet type reports can be produced.

A specal interactive module will allow you to produce staff ‘
schedules according to the service level goal set for your

operation. A graph will suggest how many service stations you

need to have open to meet a specific wait time goal. If you

make changes to the suggestions, the wait times you can

expect will be displayed.

Voice systems, video monitors, touch screens, card readers
and many other peripherals can be integrated with the PC
based system.

The PC can be equipped with a modem to allow other PC's at
regional or central offices to access the system in order to
monitor actual traffic.

Junior Take-A-Number System

Our Junior System was designed for small to medium size in-
stallations, where continuous monitoring of the traffic is not
required. '

It can handle four different service categories and eight work
stations.

Your logo as well as time, date and estimated waiting time can
be printed on the tickets.

Statistical data about the current day's traffic is printed directly
on the ticket stock at the end of the day. An optional communi-
cation port is available for transfer of statistics to a PC, either
directly or via modem.
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Branch Office | Menu Settings
: . ' This Report Printed: - ame
Name: Qwin Server at : 217 PM
Street: From: : . 8:00 AM
City: To:. : ‘ 6:00 PM
Period: 0:30:00
Interval: o 0:02:00

No Shows: . 0:00:20

“Included in Statistics

Qwin Server - .
3/29/99, Monday '-' 4/2/99, Friday

All Available Ticket Buttons are selected
All Available Categories are selected

All Available Work Stations are selected

All Available Ticket Printers are selected
All Available User Login IDs are selected
All Available Matter Codes are sélected

- Summary
Tickets Taken H " 1072
| Customers Served 1039
No Shows - ‘ 33
No Shows % - .3.08

“Summary per Category

i
No. & Name of Category No. of Cus No Shows
1 Civil Traffic - 472 14
2 Photo Radar 310 9
3 Warrants * ’ 89 6
4 Fines Management 1 2
5 Orders of Protection & Injs 29 1
16 Criminal Matters 138 1

Q-MATIC Queue Management Systems

- 4T/99 217 PM

‘ﬁpp J



Week: 13,

Date 1 2 3 4

Q-MATIC Queue Management Systems ' 4/7/99 2:17 PM

6 7 8 9 0 11 Total]



Q-MATIC Queue Management Systems, report 202

47199 1:42 PM




20:00 L------ Waiting Time 3/29/99, Civil Traffic - Criminal Matters, Counter 1 - Counter 8, Civil Traffic - Crimina -

= Open Work Stations 3/29/99, Civil Traffic - Criminal Matters, Counter 1 - Counter 8, Civil Traffic - C

18:00 4------ Tickets taken 3/29/99, Civil Traffic - Criminal Matters, Counter 1 - Counter 9, Civil Traffic - Crimina

6:00 1
" 4:00 -
2:00 -

0:00

700AM  9:00AM  11:00AM  1:00PM  300PM  500PM  7.00PM . Tifr



EXECUTIVE SUMMARY

IMPROVING PUBLIC ACCESS AND SERVICE THROUGH THE
USE OF TECHNOLOGY

By Catherine A. Nemecek, Scottsdale City Court

Like many other state courts that are guided by the Trial Court

" Performance Standards (TCPS), the Scottsdale City Court recognizes

access to justice as an important area of performance. In early 1999, the

- Court conducted two surveys to measure access to its services. The first,

based on the TCPS Meésure 1.4.1, “Court Users’ Assessment of Court

Personnel’s Courtesy and Responsiveness,” surveyed regular users of the
Court by written questionnair_es. The second, based on TCPS Measure
1.2.5, “Court Facilities are Safe, Accessible and Convenient to Use,”
polled court users in the main waiting area of the court regarding the
ease of use of the facility. The data gathered from the use of these tools,
provided by the TCPS, were used in this projeét to evaluate how the couft
was currently dbing regarding customer éervice and to help make
determinations regarding needed imprdvements.

The results showed that approximately one-half 6f the individuals
who returned questionnaires were “very disgatisﬁed” with the time in
which it fook-to complete their business. Another area that scored low

on the customer service survey was “overall quality of service.” It is

°
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believed that this rating may have been effected by the overwhelming

dissatisfaction as-to time of service. Court users responded favorably to

the staff’s ability to answer their questions as well as the professionalism

and courtesy of the court staff.

The lobby interviéws thaf were conduct?:d sh_owed‘that court users
needed more direction as to how they were to obtain the type of services
needed. The area in need of most improvement was “Finding Your Way

Around” and “Ease of Use” of the facility. Deterinining whether a user

‘had to take a number for service appeared to be a problem for most

customers as well as using a dual court facility due to the fact that the
City Court and Justice Court are located in the same facility.
The Court used these results to leverage two improvements; an

electronic lobby managernént system and an information booth- and to

benchmark access to its services for gauging the success of -these

improvements. If is the hope that the lobby management system will
provide a more efficient manner in which to serve court users, therefore
reducing the overall wait time. The installation of the information booth
will provide guidance to court users regarding the use of the facility.

These improvements will enhance this court’s ability to provide better

~ service to its customers while ensuring equal access and justice to all of

its citizens.
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